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PDQXIDFWXULQJFRPSDQLHV LQRUGHU WRFRSHZLWKWKHLQFUHDVLQJSUHVVXUHWR LPSURYHHIILFLHQFLHVDQGGHOLYHUTXDOLW\
VHUYLFHV WR WKHLU FXVWRPHU.DULP DQG$ULI8]=DPDQ  KDV SURSRVHG WKHPHDQLQJ RI OHDQ DV WKH DFWLYLWLHV
SHUIRUPHG WR PLQLPL]H ZDVWH DQG QRQYDOXH DLGHG RSHUDWLRQV ZKLOH LPSURYLQJ WKH YDOXHDGGHG SURFHVV  0DQ\
PDQXIDFWXULQJFRPSDQLHVDGRSW WKLVFRQFHSWEHFDXVH WKHEHQHILWVRI LPSOHPHQWLQJ OHDQKLJKO\VLJQLILFDQWVXFKDV
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OHDQ WRROVDQGWHFKQLTXHIRUFXVWRPHUVDWLVIDFWLRQ5DGQRU	2VERUQH6FKLHOH	0F&XH 7KH OHDQ















2.1 Lean concept and principles in services 
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 UHYHDOHG WKH DFWXDOLW\ RI VXFFHVVIXO LPSOHPHQWDWLRQ LQ SXEOLF VHUYLFH LV MXVW RQH HDV\ VXFFHVV EXW ODFN RI
VXVWDLQDELOLW\%DVHGRQ0F.LQVH\SXEOLFVHFWRUWUDQVIRUPDWLRQDOFKDQJHVXUYH\GRQHRQSXEOLFVHFWRUOHDGHU






3.1 Challenges in lean implementation 
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&KDQJHPDQDJHPHQW LV QHHGHG LQ LPSOHPHQWLQJ OHDQ 0RWZDQL &KDQJH LQWR OHDQ LV QRW MXVW DERXW WKH


















LV /HZLQ¶V &KDQJH0DQDJHPHQW0RGHO ZLOO EH UHYLHZHG DQG UHIHUUHG DV D EDVLV RI WKH IUDPHZRUN WKDW ZLOO EH
GHYHORSHGODWHU





SURSRVHG FKDQJH VKRXOG EH H[SODLQHG H[SUHVVHG DQG DQQRXQFHG FOHDUO\ :RRGDOO  7KH VKLIWLQJ IURP
HTXLOLEULXP WRDQHZ OHYHORFFXUUHG LQ WKHPRYLQJVWDJH =DQG	6RUHQVHQ'XULQJ WKLV WUDQVLWLRQSHULRG
SHRSOHH[SHULHQFHYDULRXVVWDJHVRIUHVLVWDQFHDQGHPRWLRQVXFKDVGHQLDODQJHUDEDQGRQPHQWDQGDGMXVWPHQWEHIRUH




















WRZDUGV OHDQPDQDJHPHQW LQ VHUYLFH RSHUDWLRQZKLFK LV FKDQJHPDQDJHPHQW &KDQJHPDQDJHPHQW LV QHHGHG LQ
PDQDJLQJFKDQJHGXULQJOHDQWUDQVLWLRQWRDVVLVWLQGLYLGXDOVWKDWKDYHLPSDFWHGE\FKDQJHXVLQJDV\VWHPDWLFDSSURDFK





OHDQ UHTXLUHVDFKDQJH LQ WHFKQRORJ\DQGHVSHFLDOO\ WKHFKDQJH LQSHRSOH LQZKLFK ODUJHO\ LQYROYHVEHKDYLRUDQG
DWWLWXGHDQG/HZLQ¶VPRGHOFRQFHUQZLWKWKHSURFHVVRIFKDQJLQJWKHEHKDYLRURILQGLYLGXDOJURXSRURUJDQL]DWLRQ
























































OHDQ LPSOHPHQWDWLRQ7KHSUREOHPLQ WUDQVLWLRQ LVSHRSOHKDUG WRDFFHSWFKDQJH0DQDJHUVKDYH WRRYHUFRPHWKDW
VLWXDWLRQDQGZLWKWKHULJKWPDQDJHPHQWSHRSOHZLOODFFHSWWKHFKDQJH$FKDQJHSURJUDPVKRXOGVWDUWZLWKSUHSDULQJ
HYHU\RQH WR JHW UHDG\ WR DFFHSW FKDQJH E\ JLYLQJ DZDUHQHVV DQG NQRZOHGJH $ IXOORXW DVVHVVPHQW VKRXOG EH
SHUIRUPHGDQGFOHDUO\H[SODLQWRHYHU\RQHDERXWWKHSUREOHPVDQGZKDWQHHGWREHGRQH7KHFKDQJHSURJUDPVKRXOG
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